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INTERFACE FOR HANDLING EVENT MESSAGES
GENERATED BY TELECOMMUNICATIONS
SWITCHES WITH AUTOMATIC CALL

DISTRIBUTION CAPABILITY

BACKGROUND OF THE INVENTION

This 1nvention is generally directed to automatic call
distribution (ACD) systems which support management
of information system (MIS) devices. Event messages
sent from telecommunication switches are received and
processed by the MIS devices to provide statistical data
concerning the operation of the ACD system and the
performance of agents who handle ACD calls. This
invention more specifically addresses an interface appa-
ratus and corresponding method that handles event
messages generated by a plurality of telecommunication
switches.

A company which has a high traffic calling volume
may utilize an ACD system implemented by a telecom-
munication switch to more efficiently handle incoming
calls. For example, an airline may utilize teams or
groups of ACD agents to handle incoming calls con-
cerning reservations and customer assistance. Depend-
ing on the volume of calls and the location of agents
handling the incoming calls, two or more telecommuni-
cation switches may simultaneously serve different
agent teams of the same company. FIG. 1 illustrates an
example of such a system. Central office switch 10 in
this illustrative example supports ACD customers Al
and B1. Central office switch 12 supports ACD custom-

ers A2 and C1. In this example, customers A1 and A2
represent two different teams of ACD agents which

handle calls made to company A. Customers Bl and Cl1
represent a team of agents which handle calls for com-
panies B and C, respectively. Communication channels
14 and 16 carry messages generated by switches 10 and
12, respectively, to an ACD interface unit (AIU) 18.
The AIU 18 functions as a multiplexing unit which
routes messages generated by the switches to an appro-
priate one of the MIS processors 20, 22, 24, and 26
which support ACD teams Al, A2, B1, C1, respec-
tively. It 1s important to note that each of the MIS
processors support ACD teams associated with only
one switch. In the illustrative example, the central office
switches may comprise an AT&T SESS ®) switch with
the Pinnacle ACD option; the AIU 18 may comprise an
AT&T Pinnacle ACD interface unit; the MIS proces-
sors 20-26 may comprise Pinnacle MIS processors
available from AT&T.

Since each telecommunication switch operates inde-
pendent of other switches with regard to the assignment
of identification parameters for each ACD agent, it is
possible that the same identification parameters will
have been assigned to different agents supported by two
different switches. This problem has been addressed by
requiring separate MIS processors to support each
switch. Thus, a single MIS processor cannot support
the processing of event codes for agents associated with
different switches.

If company A desires to have a consolidated statisti-
cal report concerning the activities of agents on teams
Al and A2, a separate communication channe] 28 must
be provided between MIS processors 20 and 22 to cou-
ple the statistical data collected for the two ACD agent
teams. The need to link separate MIS processors adds
complexities for customers such as company A which
may desire to have consolidated statistics for all of its
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ACD agents in teams Al and A2. Further, companies
which may require only a small number of geographi-
cally separated agents served by different switches, are
required to incur costs associated with MIS processors
for each of the groups of its agents associated with
different switches. Thus, there exists a need for an 1m-
proved way for handling ACD event messages so that a
single MIS processor can be utilized to process the
event messages for all ACD teams of a company event
where the teams are supported by different switches.

SUMMARY OF THE INVENTION

An object of the present invention is to provide im-
proved handling of ACD event messages generated by
telecommunication switches to allow a single MIS pro-
cessor to be able to receive and calculate statistical data
for ACD agents supported by different switches.

In accordance with an embodiment of the present
mvention, an improved AIU is utilized to receive and
process event messages generated by a plurality of tele-
communication switches among a plurality of MIS pro-
cessors. The AIU receives first event messages which
include first agent identification parameters from the
switches. The AIU identifies the switch which sent the
messages. The AIU then selects the ones of the first
event messages that have agent identification parame-
ters which do not uniquely identify an agent, i.e. event
messages to be sent to an MIS processor that receives
event messages from more than one switch. The AIU
generates second event messages corresponding to the
ones of the first event messages wherein the second
event messages contain second agent identification pa-
rameters which are based on the first agent identifica-
tion parameters. The second agent identification param-
eters uniquely identify each associated agent. The AIU
transmits the second event messages to the MIS device
assigned to collect messages for the agents associated
with the corresponding first event messages.

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 1i1s a block diagram of a known implementation
of an ACD system.

FI1G. 21s ablock diagram of an ACD system in accor-
dance with the present invention which provides im-
proved routing of ACD event messages.

FIG. 3 is a block diagram of an exemplary embodi-
ment of an ACD interface unit as shown in FIG. 2.

FIG. 4 illustrates a known protocol for event mes-
sages.

FIG. § illustrates a protocol in accordance with one
embodiment of the present invention for the transmis-
ston of event messages from the originating switch to
the AIU.

FI1G. 6 illustrates a protocol in accordance with the
present invention illustrating the transmission of modi-
fied ACD event messages from the AIU to MIS proces-
SOTS.

FIG. 7 is a flow diagram illustrating the steps of an
illustrative embodiment of a method of the present in-
vention for handling event messages.

DETAILED DESCRIPTION

FIG. 2 ilustrates a diagram of an exemplary ACD
system in accordance with the present invention includ-
ing central office switch 30 which supports ACD cus-
tomers Al and B1. Central office switch 32 supports
ACD customers A2 and C1. Customers Al and A2
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consist of separate teams of agents which provide call
processing services on behalf of a single company A.
The central office switches 30 and 32 may comprise an
AT&T 3SESS switch with the Pinnacle ACD option.
Communication channels 34 and 36 carry event mes-
sages generated by switches 30 and 32, respectively,
which convey information relating to the processing of
calls by the ACD facility. In accordance with the pres-
ent invention, the illustrative AIU 38 receives the event
messages on channels 34 and 36, processes the received
event messages, and transmits corresponding event
messages to MIS processors 40, 42, and 44 by communi-
cation channels 46, 48, and 50, respectively. The MIS
Processors may comprise processors available from
AT&T which support the Pinnacle ACD systems. MIS
processor 40 receives event messages relating to ACD
customers Al supported by central office switch 30 and
ACD customers A2 supported by central office switch
32. This permits the MIS processor 40 to derive statisti-
cal information based on the information provided by
the event messages related to both customer teams Al
and A2. This allows company A to use a single proces-
sor to derive statistical information based on the event
message information without requiring an interim trans-
fer of a portion of the information from another MIS
processor. In the sllustrative example, MIS processors
42 and 44 support customers B1 and C1, respectively.

‘The AIU 38 in accordance with the present invention
provides an intelligent event message processing capa-
bility which permits processed event messages associ-
ated with ACD agents served by different central office
switches to be routed to a single MIS processor. The
assignment of identification parameters for call holding
queues, teams, and ACD agents is handled at a central
office switch independent of such assignments made at
other switches. Thus, for example, an agent associated
with switch 32 could be assigned an identification code
which is the same as an identification code assigned a
different agent associated with switch 30. An important
aspect of the present invention resides in the ability to
generate modified event messages with unique identifi-
cation codes even when duplicate identification param-
eters are assigned by switches 30 and 32. Illustrative
solutions provided in accordance with the present in-
vention are explained below.

FIG. 3 illustrates a block diagram of an ACD inter-
face unit 38 as shown in FIG. 2 in accordance with an
embodiment of the present invention. The AIU 38 in-
cludes a microprocessor 62 which functions in associa-
tion with read-only memory (ROM) 64, random access
memory (RAM) 66, and a data storage device 68 which
may comprise a hard disk drive. An input/output pe-
ripheral device 70 provides incoming and outgoing
communication support for microprocessor 62. Event
messages received over communication channels 72
from respective central office switches are received by
device 70 and communicated to microprocessor 62. The
microprocessor 62 processes the received event mes-
sage and either retransmits the received event message
or generates a modified event message which is trans-
mitted by device 70 by one of communication channels
74 to a destination MIS processor.

FIG. 4 illustrates an exemplary format utilized by
switches in the prior art to transmit event messages. An

event message 76A may include a plurality of fields 78A. 65

which contain information relating to calls and actions
associated with the ACD system. Fields 80A, 82A, and
84A contain a queue identification number, an ACD
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team identification number, and an ACD agent identifi-
cation number, respectively. This information enables
the destination MIS processor to correlate the ACD
information contained in other fields with a particular
queue, team, and/or agent.

FIG. 5 illustrates an exemplary event message format
76B which is similar to the message format 76A. The
message 76B includes fields 78B which contain informa-
tion related to the ACD system and fields 80B, 82B, and
84B which contain queue, team, and agent identification
numbers. This message format contains a switch identi-
fication number 86 which uniquely identifies the central
office switch which originated the event message. In
accordance with an embodiment of the present inven-
tion, the central office switches will generate the unique
switch identification number 86 for each event message
transmitted to the AIU 38. The switch identification
number is utilized by the AIU to differentiate messages
sent by different switches which may have duplicate
queue, team, or agent identification numbers.

In an alternative embodiment in accordance with the
present invention, AIU 38 uniquely identifies the cen-
tral office switch which has sent an event message by
associating the transmission channel 34, 36 which car-
ried the event message. This association is possible since
separate predetermined communication channels are
utilized to carry an event message to the AIU 38 from
each central office switch. Thus, event messages arriv-
Ing on a particular communication channel will have
been sent from a particular central office switch. Thus,
this capability provides an alternative way for the AIU
38 to identify the central office switch which originated
a given event message.

FIG. 6 illustrates an exemplary format 88 utilized by
an AIU 38 in accordance with the present invention to
transmit an event message to the appropriate MIS pro-
cessor based on a corresponding event message re-
ceived from a central office switch. A plurality of fields
90 carry substantive information relating to the A CD
facility. Fields 92, 94, and 96 carry AIU controlled
gueue number, AIU controlled team number, and AIU
controlled agent number, respectively. In accordance
with one embodiment of the present invention, the AIU
controlled numbers in fields 92, 94, and 96 contain the
same information contained in fields 80, 82, and 84 if
there 1s not a possibility for a duplicate number, i.e.
where a MIS processor does not receive messages from
more than one central office switch. However, the ATU
generates different AIU controlled fields 92, 94, and 96
where the possibility of duplication exists, i.e. where an
MLIS processor receives event messages from more than
one central office switch.

In an alternative embodiment in accordance with the
present invention, the AIU generates AIU controlled
fields 92, 94, and 96 for each event message in order to
insure uniqueness of the identification information. This
embodiment has the advantage that a determination
need not be made as to whether an MIS processor re-
ceives event messages from more than one switch.
However, this embodiment has the disadvantage that
each of the event messages must be processed to gener-
ate a unique modified queue, team, and agent field infor-
mation. A further explanation of the embodiments in
accordance with the present invention is provided be-
low.

FIG. 7 illustrates a flow diagram illustrating steps in
accordance with an embodiment of the present inven-
tion as performed by an AIU 38. Starting at BEGIN
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step 100, the AIU identifies the switch associated with
the received event message in accordance with step 102.
As explained above, identification of the originating
central office switch may occur by the receipt of a
switch identification number as part of the event mes-
sage as represented in FIG. 5. Alternatively, the origi-
nating switch may be identified by associating each
received message with the communication channel
upon which it was received by the AIU. For example,
an address assigned by AIU 38 for each incoming com-
munication channel can be associated with each event
message received on the corresponding communication
channel in order to identify the communication channel
and hence, the central office switch which originated
the event message. The association of such a channel
address to a corresponding switch may be stored in a
look-up table in data storage device 68.

In step 104 the MIS processor is identified which will
be the destination of a received event message. A table
in a database contained in data storage device 68 in the
AlU contains information concerning each MIS proces-
sor and identifies which or customer’s event messages
are to be handled by each MIS processor. Similarly, the
database contains a table that correlates the customers
supported by each MIS processor and the queue, team,
and agent identification numbers associated with each
customer so that each received event message can be
assoclated with a particular customer and hence, to a
corresponding MIS processor.

In step 106 a determination is made of whether a MIS
processor receives messages from more than one central
office switch. This predetermined information will be
stored 1n the MIS database table stored by the AIU. A

NO determination such as would be made-for custom-
ers B1 and C1, as illustrated in FIG. 2, results in the

recetved unmodified event messages being sent to the
identified MIS processor 42 or 44 as indicated by step
108. Following this routing of a received event mes-
sage, the process terminates at END step 110.
Assuming that a YES determination is made by step
106, such as where an event message is associated with
one of customers A1l and A2, the AIU modifies the
identifiers in the event message as indicated by step 112.
The AIU generates controlled fields 92, 94, and 96 to
insure that each field uniquely identifies a correspond-
Ing queue, team, and/or agent since the possibility of a
duplication exists since the MIS processor receives
event messages originated from two central office
switches. Thus, event messages associated with custom-
ers Al and A2, which are supported by central office
switches 30 and 32, respectively, are processed in accor-
dance with this embodiment of the present invention by
modifying the received queue, team, and/or agent num-
ber fields to contain modified queue, team, and agent
number identifications. This may be accomplished by
microprocessor 62 utilizing a database stored in storage
device 68 which contains predetermined unique identi-
fication number assignments associated with each of the
possible queue, team, and agent numbers. For example,
if agent identification numbers between 1 and 999 are
permitted by the switches, the database contained in
storage device 68 may contain a translation table which
correlates each assigned agent number for each switch
to a different number. In the illustrative example, AIU
38 can generate modified identification numbers to
uniquely identify the corresponding parameters gener-
ated by each central office switch such as by adding an
additional leading digit uniquely associated with each
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switch, such as a *‘1” for switch 30 and a “2” for switch
32. Thus, if agents of customer Al associated with
switch 30 have assigned numbers of 20, 21, 22, and 23
and agents of customers A2 associated with switch 32
have assigned numbers of 22, 23, 24, and 25, the AIU
unit will translate the received agent identification num-
bers resulting in agent numbers 20-23 being mapped to
the sequence 1020, 1021, 1022, and 1023, and 22-23
being mapped to 2022, 2023, 2024, and 2025. Thus, MIS
processor 40 is insured of receiving unique identifica-
tion numbers for each agent even where duplicate agent
numbers have been initially assigned by two different
central office switches. The same translating technique
can be utilized to uniquely identify queues and teams as
well.

In step 114 the event message containing modified
identifiers generated by the AIU 1s sent to the destina-
tion MIS processor. Since the database stored in AIU 38
identifies each agent with an associated customer and
since the database also contains an identification of
which MIS processor supports which of the customers,
the AIU thereby identifies which of the communication
channels 46, 48, and S0 to utilize in sending out the
modified event message. Following the transmission of
the modified message, the process terminates at END
step 116.

In the illustrative embodiment explained above with
regard to FIG. 7, only those messages destined for an
MIS processor which received messages from more
than one switch received modification of the identifica-
tion parameters. Messages destined for an MIS proces-
sor that receives messages from only one switch were
transmitted with the original identification fields 80, 82,
and 84 since a possibility for duplication of identifica-
tion numbers was not a problem. This technique has the
advantage that only those messages which require mod-
ification to insure uniqueness are modified. This also
minimizes the cumulative time needed to transmit a
series of event messages since those messages transmit-
ted with their original identification numbers which
will have fewer digits or bytes that the modified mes-
sages which contain additional identifying information.

An alternative embodiment of a method 1n accor-
dance with the present invention can also be utilized to
1msure an unambiguous identification of the source of
event messages sent from different switches. This alter-
native embodiment operates similarly to that described
in FIG. 7 except that steps 106, 108, and 110 are omitted
and step 112 directly follows step 104. Thus, in this
alternative embodiment all event messages are modified
to have AIU generated fields 92, 94, and 96. A database
contained in storage device 68 of AIU 38 contains a
table for each switch supported by the AIU which
identifies an appropriate and unique translation by
which the queue, team, and agent identifications re-
ceived from a switch is mapped into an AIU generated
gqueue, team, and agent identification number (92, 94,
96) which is transmitted to the destination MIS proces-
sor. Utilizing this technique for all messages provides
the advantage that the same type of identification fields
are used for all event messages so that the MIS proces-
sor does not have to process unmodified and modified
messages, i.e. different types of identification number as
is the case with regard to the previously described
method.

The exemplary embodiments in accordance with the
present mvention achieve the fundamental objective of
permitting a single MIS processor to unambiguously
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receive ACD event messages generated by a plurality
of switches. This permits the single MIS processor to be
able to generate statistical data based on all agents and
teams of a customer without requiring the assistance of
or routing through another MIS processor. This pro-
vides economies for the customer since only a single
MIS processor is required to generate statistics for all
agents of the company regardless of whether agents are
supported by multiple central office switches.

Although embodiments of the present invention have
been shown in the drawings and described above, the
scope of the invention is defined by the claims which
follow.

We claim:

1. An apparatus for processing and distributing event
messages generated by a plurality of telecommunication
switches with automatic call distribution (ACD) capa-
bility among a plurality of management of information
system (MIS) devices comprising:

means for receiving first event messages from said

switches, said first event messages including first
ACD agent identification parameters;

means for identifying the switch which sent each of

said first event messages;
means responsive to said receiving means and said
identifying means for selecting ones of said first
event messages that are to be sent to an MIS device
that receives event messages from more than one of
said telecommunication switches;
means responsive to said selecting means for generat-
ing second event messages corresponding to said
selected ones of said first event messages, each of
said second event messages containing second
ACD agent 1dentification parameters based on said
first ACD agent identification parameters con-
tained in the corresponding selected ones of said
first event messages, said second ACD agent iden-
tification parameters uniquely identifying a specific
ACD agent;

means for transmitting each second event message to
one of said MIS devices that collects event mes-
sages related to the ACD agent associated with
said second event message, whereby each of said
second event messages uniquely identifies a specific
ACD agent.

2. The apparatus according to claim 1 further com-
prising means for transmitting each of the first event
messages not selected by said selecting means to the
MIS device that collects messages related to the ACD
agent associated with the corresponding first event
message.

3. The apparatus according to claim 1 wherein a
customer has first and second teams of ACD agents
serviced by first and second of said telecommunication
switches, respectively, and wherein a single MIS device
collects data based on event messages associated with
said first and second teams, said transmitting means
transmitting each of said second event messages associ-
ated with an agent of said first and second teams to said
single MIS device, thereby permitting statistical data
associated with each agent on the first and second teams
to be deduced from said corresponding second event
messages collected at the single MIS device.

4. The apparatus according to claim 3 further com-
prising means for transmitting each of the first event
messages, associated with an agent on said first and
second teams and not selected by said selecting means,
to said single MIS device, thereby permitting all data
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associated with each agent on the first and second teams
to be collected at the single MIS device.

5. The apparatus according to claim 1 wherein each
telecommunication switch includes means for assigning
identification parameters to each agent serviced by the
switch independent of identification parameters as-
signed to agents serviced by other of said telecommuni-
cation switches, whereby duplicate identification pa-
rameters can be assigned to different agents serviced by
different switches.

6. A method for processing and distributing event
messages generated by a plurality of telecommunication
switches with automatic call distribution (ACD) capa-
bility among a plurality of management of information
systems (MIS) devices comprising the steps of:

receiving first event messages from said switches,

said first event messages including first ACD agent
identification parameters;

identifying the switch which sent each of said first

event messages;

selecting ones of said first event messages that are to

be sent to an MIS device that receives event mes-
sages from more than one of said telecommunica-
tion switches;
generating second event messages corresponding to
said selected ones of said first event messages, each
of said second event messages containing second
ACD agent identification parameters based on said
first ACD agent 1identification parameters con-
tained in the corresponding selected ones of said
first event messages, said second ACD agent iden-
tification parameters uniquely identifying a specific
ACD agent; |

transmitting each second event message to one of said
MIS devices that collects event messages related to
the ACD agent associated with said second event
message, whereby each of said second event mes-
sages umquely identifies a specific ACD agent.

7. The method according to claim 6 further compris-
ing the step of transmitting each of the first event mes-
sages not selected by said selecting step to the MIS
device that collects messages related to the agent associ-
ated with the corresponding first event message.

8. The method according to claim 6 wherein a cus-
tomer has first and second teams of ACD agents ser-
viced by first and second of said telecommunication
switches, respectively, and wherein a single MIS device
collects data based on event messages associated with
said first and second teams, said transmitting step trans-
mitting each of said second event messages associated
with an agent of said first and second teams to said
single MIS device, thereby permitting statistical data
associated with each agent on the first and second teams
to be deduced from said corresponding second event
messages collected at the single MIS device.

9. The method according to claim 8 further compris-
ing the step of transmitting each of the first event mes-
sages, associated with an agent on said first and second
teams and not selected by said selecting step, to said
single MIS device, thereby permitting all data associ-
ated with each agent on the first and second teams to be
collected at the single MIS device.

10. The method according to claim 6 wherein each
telecommunication switch allows identification parame-
ters to be assigned to each agent serviced by the switch
independent of identification parameters assigned to
agents serviced by other of said telecommunication
switches, whereby duplicate identification parameters
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can be assigned to different agents serviced by different
switches.

11. An apparatus for handling event messages gener-
ated by a plurality of telecommunication switches with
automatic call distribution (ACD) capability, each mes-
sage containing information associated with an ACD
agent serviced by said switches, the apparatus compris-
ing:

means for receiving first event messages generated by

said switches, each of said first event messages
including first identification parameters associated
with one of said agents;

means responsive to said receiving means for generat-

ing second event messages corresponding to said
first event messages, each of said second event
messages containing second identification parame-
ters based on the first identification parameters
contained in the corresponding first event message,
saild second identification parameters uniquely
identifying a specific agent;

means for transmitting each second event message to

management of information systems (MIS) devices
that collects messages related to the agent associ-
ated with said second event message, whereby
each of said second event messages sent to an MIS
device uniquely identifies a specific agent.

12. The apparatus according to claim 11 wherein a
customer has first and second teams of ACD agents
serviced by first and second of said telecommunication
switches, respectively, and wherein a single MIS device
collects data based on event messages associated with
said first and second teams, said transmitting means
transmitting each of said second event messages associ-
ated with an agent of said first and second teams to said
single MIS device, thereby permitting data to be col-
lected for each agent on the first and second teams
based on said second event messages sent to the single
MIS device.

13. The apparatus according to claim 11 wherein
each telecommunication switch includes means for as-
signing 1dentification parameters to each agent serviced
by the switch independent of identification parameters
assigned to agents serviced by other of said telecommu-
nication switches, whereby duplicate identification pa-
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rameters can be assigned to different agents serviced by
different switches.

14. A method for handling messages generated by a
plurality of telecommunication switches with automatic
call distribution (ACD) capability, each message con-
taining information associated with an ACD agent ser-
viced by the switches, the method comprising the steps
of:

receiving first event messages generated by said

switches, each of said first event messages includ-
ing first identification parameters associated with
one of said agents;

responsive to said receiving steps, generating second

event messages corresponding to said first event
messages, each of said second event messages con-
taining second identification parameters based on
the first identification parameters contained in the
corresponding first event message, said second
identification parameters uniquely identifying a
specific agent;

transmitting each second event message t0 manage-

ment of information systems (MIS) that collects
messages related to the agent associated with said
second event message, whereby each of said sec-
ond event messages sent to an MIS device uniquely
identifies a specific agent.

15. The method according to claim 14 wherein a
customer has first and second teams of ACD agents
serviced by first and second of said telecommunication
switches, respectively, and wherein a single MIS device
collects data based on event messages associated with
said first and second teams, said transmitting step trans-
mitting each of said second event messages associated
with an agent of said first and second teams to said
single MIS device, thereby permitting data collected
for each agent on the first and second teams based on
said second event messages sent to the single MIS de-
vice.

16. The method according to claim 14 wherein each
telecommunication switch includes permitting the as-
signing of identification parameters to each agent ser-
viced by the switch independent of identification pa-
rameters assigned to agents serviced by other of said
telecommunication switches, whereby duplicate identi-
fication parameters can be assigned to different agents

serviced by different switches.
- x * * ¥*
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